What is claimed is 



1. A method for use in managing a call queue within a 
call center, said call queue for handling calls having a 
pluralie^ of different call types that each have a corresponding 
service objective value, comprising the steps of: 

receivYng a new call from an exterior environment, said new 
call having a first call type; 

ascertainJmg a service objective value associated with said 
new call based on said first call type; and 

determining a position within the call queue for said new 
call based on said^ervice objective value associated with said 
new call and a lengt3ji of time that other calls have been in the 
call queue. 




2. The method claimed in claim 1, wherein: 

said step of determining a position includes determining 

\ 

said position based on ser^yice objective values associated with 
said other calls. 

3. The method claimed'|in claim 1, wherein: 
said step of determining! a position includes calculating, 

\ 

for a first call in a first queue position in said call queue, a 

\ 
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rat^o between an estimated total time in queue for the first 
call \f the first call remains in the first queue position and a 
service^ objective value associated with said first call. 

le method claimed in claim 3, wherein: 
said st^ of determining a position includes determining a 
ratio Rjjc betwe^en an estimated total time in queue for the new 
call in the fir^t queue position and the service objective value 
5 associated with nhe new call. 

5. The method claimed in claim 4, wherein: 
said step of determining a position includes determining a 
ratio Res between an e^imated total time in queue for the first 
call in a subsequent q\leue position within said call queue and 

\ 

5 the service objective value associated with the first call, 

\ 

wherein said subsequent queue position is a next queue position 

T 

to said first queue position within said call queue. 



6. The method claimed! in claim 5, .wherein: 
said step of determiningla position includes determining a 
ratio Rjjs between an estimated| total time in queue for the new 
call in the subsequent queue po^sition and the service objective 
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5 valoie associated with the new call 



The method claimed in claim 6, wherein: 
said step of determining a position includes determining 
whether s\id new call should be placed in said first queue 
position within said call queue based on values for R^c, Rnc/ ^cs' 
and R„ 



8. The method claimed in claim 6, wherein: 
said step ofi determining a position includes ascertaining 
that said new callXis to be placed in said first queue position 



when |Rnc-RcsI < IRns'^cI 



9, The method claimed in claim 1, wherein: 

said plurality of different call types includes a plurality 

of vector directory nuiribers (VDNs) associated with incoming 

calls. 



10. A system for managing a call queue within a call 
center, said qST^ queue for handling calls having a plurality of 
different call^dypes that each have a corresponding service 
objective value, said system comprising: 



\ 
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^ans for tracking an amount of time that each call within 
the caM^ queue has been waiting in the call queue; 

meaiTB for receiving a new call from an exterior 
environment^; and 

means fo^ determining a position within the call queue for 
the new call b^ed on a service objective value associated with 




the new call and\the amount of time that other calls within the 



call queue have 



11. The syst 



waiting, 



ed in claim 10, wherein: 



said call queue irf^^des a first queue position and said 
means for determining a position includes means for ascertaining 
whether said new call shoimd replace a current call presently 
within said first queue posixion. 



12. The system claimed iril claim 11, wherein: 
said means for ascertaining 'includes means for generating a 
first quality value corresponding* to said current call being 
within said first queue position and a second quality value 
corresponding to said new call beiiib within said first queue 
position, wherein said first quality value is generated based on 
an amount of time that said current call\has been waiting within 
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the Vail queue. 



13 \ The system claimed in claim 12, wherein: 
saidVieans for ascertaining includes means for comparing 
said first Vuality value and said second quality value to 
ascertain whether said new call should replace said current call 
within said firs\ queue position. 



14 . The system)i 



led in claim 13, wherein: 



said first qualitY value and said second quality value are 
each calculated using a between a total expected wait time 

for a corresponding call and a service objective value 
associated with the corresponding call. 



15. The system claimed in claim 12, wherein: 
said means for ascertaining determines that said new call 
should replace said current caS^l within said first queue 
position when said second quality v^alue is less than said first 
quality value, 



16. A syistem for use in distributing incoming calls to a 
plurality of \ocal agents in a ca; 1 center, said system 
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coniprising : 

a receiver for receiving incoming calls from an exterior 
environment ; 

a Wll queue unit for use in maintaining a queue of calls 
to be answered by the plurality of local agents, said queue 
having a plurality of successive queue positions including an 
initial quei^ position, said initial queue position for holding 
a call that is next in line to be answered by an agent in the 
plurality of local agents; and 

\ 

a call positioning unit for positioning a new call received 



by said receiver within the queue, said call positioning unit 



determining a positlion within the queue for the new call based 

\ 

on a length of time that calls within the queue have been 



waiting to be answered 



17. The system clayimed in claim 16, wherein: 



said call positioning unit determines said position for 
said new call based on a s\rvice objective value associated with 
said new call. 

18. The system claimed in claim 16, wherein: 

said call positioning unit determines said position for 



r 

said new call based on service objective values associated with 
calls already within the queue. 



19 \ The system claimed in claim 16, wherein: 
said \all positioning unit includes a comparison unit for 
comparing a\quality value associated with said new call to a 
quality valueX associated with a current call within a first 
queue position tep determine whether said new call should replace 
said current call within said first queue position . 

20. The system claimed in claim 16, wherein: 
said call positioning unit includes an analysis unit for 
analyzing individual queue positions within said queue, starting 
with said initial queue position, until a queue position is 
found that meets a predetermined condition indicating that said 
new call should replace an existing call within said queue 
position. 
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